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PARTNERS

• Schools – Public, Private, 
Proprietary, Foreign 

• Third Party Servicers

• State Agencies

• Accrediting Agencies

• Third Party Software Providers

SCHOOL PARTNERS

• Guaranty Agencies

• Federal Loan Servicers 

• Federal Family Education Loan 
(FFEL) Lenders and Lender 
Servicers

• Private Collection Agencies 

FINANCIAL PARTNERS
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OUR PARTNERS’ WORK
Deliver federal student aid and safeguard data integrity

1. “Federal Student Aid Fiscal Year 2019 Annual Report,” U.S. Department of Education, accessed October 1, 2020, https://www2.ed.gov/about/reports/annual/2019report/ fsa-report.pdf.

$121.8 billion in 
Title IV aid 

delivered to over 10 
million students 1

18 million total Free 
Application for 

Federal Student Aid 
(FAFSA®) forms 

processed 1

Maintaining rigorous 
cybersecurity 

standards to continue 
protecting the sensitive 
information of students, 
parents, and borrowers 
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PARTNER CHALLENGES
FSA consulted with 150+ schools/organizations to evaluate the current partner experience.

FRAGMENTED ASSISTANCE
• 15+ different customer service options for help

• 4 websites for training information

SUBSTANTIAL WAIT TIMES AND MANUAL PROCESSES
• 30 weeks to complete re-certification process

• 5+ months for approval to add a new program

MULTIPLE SITES AND SYSTEMS
• 15+ websites accessed by partners on regular basis

• System access not centralized or similar



UNDERSTANDING THE CURRENT EXPERIENCE

• Over a dozen focus 
groups in the last 
two years

• Over 100 hours of 
interviews

FOCUS GROUPS & 
INTERVIEWS

• Over 1,000 responses 
to the Annual School 
Partners Survey

• Additional surveys to 
the Partner Experience 
Council as well as FSA 
staff that collaborate 
closely with schools

SURVEYS
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PROTOTYPES

• Developed prototypes 
and conducted in person 
walk throughs with over 
300 partners to gather 
feedback
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WE HEARD YOU AND WE LISTENED...
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THE PARTNER EXPERIENCE VISION

❖ Establish a single 
front door for all 
partner interactions 
with FSA

❖ Modernize multiple 
FSA systems and 
streamline business 
processes and 
administrative tasks

MODERNIZE 
TECHNOLOGY

❖ Proactively monitor 
partner data and 
performance 

❖ Use data insights to 
prioritize partner 
engagement

PROACTIVELY 
MONITOR & ENGAGE

❖ Improve student 
outcomes through 
effective and efficient 
aid administration by 
partners and FSA staff

IMPROVE STUDENT 
OUTCOMES

❖ Empower partners 
with tools and 
resources for self-
support and 
customer service 

❖ Increase FSA’s 
capacity to engage 
with schools in need

EMPOWER 
PARTNERS
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WE’VE BEEN BUSY!

INTRODUCING...

FSA PARTNER CONNECT

COMING MARCH 2021
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INTRODUCING FSA PARTNER CONNECT



•

•

•

•

•

•

NEW DIGITAL SITE 

FOR PARTNERS
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A redesign of the existing IFAP site and 

FSA Handbook to improve search and site 

performance, modernize design and 

layout, and improve user experience

KNOWLEDGE CENTER & 
FSA HANDBOOK

FSA PARTNER 
CONNECT FEATURES
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An intuitive, user friendly dashboard to 

be displayed upon login that includes 

partner metrics, notifications, and news 

that will be tailored to users based on 

their role

PARTNER 
DASHBOARD

FSA PARTNER 
CONNECT FEATURES
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A comprehensive and consolidated 

view of student/parent/borrower 

information

STUDENT, PARENT, 
BORROWER SEARCH

FSA PARTNER 
CONNECT FEATURES
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FSA PARTNER CONNECT FEATURES

A search capability for 

partner profile information 

that exists in FSA’s School 

File consolidated with 

additional data from COD

PARTNER PROFILE

Provides read-only insight into 

what students, parents, and 

borrowers are seeing when 

interacting with the 

StudentAid.gov site

STUDENTAID.GOV STUDENT VIEW



FSA PARTNER 

CONNECT TRAINING
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WE’RE STILL LISTENING...



PARTNER 
EXPERIENCE COUNCIL 
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COUNCIL MEMBERS FROM ACROSS THE NATION
The Council has 116 members from 108 
institutions and organizations. 

The Council includes Public, 
Private, Nonprofit, Proprietary, 
and Foreign Schools as well as 
Third Party Servicers, State 
Authorizers; and NASFAA 
representation.



JOIN THE PARTNER 
EXPERIENCE COUNCIL
Submit your interest in joining the Council by scanning 
the QR code or navigating to the link below!
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Link: https://bit.ly/2FMTmMs

Instructions for QR Code:
1. Open the Camera on your smartphone device 
2. Hold your device so that the QR code appears in the viewfinder in the Camera app. 

Your device will recognize the QR code and show a notification
3. Tap the notification to open the survey link associated with the QR code

https://bit.ly/2FMTmMs


“
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Thank you for being so proactive about gathering financial aid 

administrator feedback! I haven’t had the opportunity to provide 

this level of feedback in my entire career. Your efforts to keep 

administrators aware of upcoming changes, solicit feedback, 

and simplify our work have not gone unnoticed.

Partner Experience Council Member 



8 USABILITY REVIEW 

SESSIONS

CONDUCTED, 

TOTALING 12+ HOURS 

OF DISCUSSION

USABILITY REVIEWS

50+ SCHOOLS / 

ORGANIZATIONS 

REPRESENTED IN  

USABILITY REVIEW 

SESSIONS

50+ ENHANCEMENTS 

IMPLEMENTED AS A 

RESULT OF PARTNER 

FEEDBACK
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EARLY PARTNER CONNECT FEEDBACK

“I like this more modern search 
option; I like the ease of use.”

“A central location for all things FSA 
would be amazingly beneficial for our FA 

offices, which impacts our capacity to 
interact with our students.”

“The difference between the old FSA 
handbook option and this is night & 

day. This is a HUGE improvement, and I 
can’t thank FSA enough...”

“I love that you don’t have to hop 
around to different areas and can pull 

student information once and then 
review all components needed.”

“I really like being able to see this 
information so easily.”



WHAT’S COMING NEXT? 
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❖

❖

LOOKING AHEAD
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LEARN MORE
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CONFERENCE SESSIONS
Learn more about FSA Partner Connect this week!

Session No. Session Name Date Time

BO25 FSA Partner Connect Preview Wednesday 4:30 – 5:15 p.m.

BO26
Accessing FSA Partner Connect for Destination Point 
Administrators 

Friday 11:15 – 11:45 a.m.

Resource 
Center

Feature Demos
• Knowledge Center (Formally IFAP)
• FSA Handbook 
• Partner Dashboard
• Partner Profile 
• Student, Parent, Borrower Accounts and StudentAid.gov View

Available on Demand

FSA Partner Connect Q & A

Tuesday 3:00 – 5:00 p.m.

Wednesday 2:30 – 4:30 p.m.

Thursday 3:00 – 5:00 p.m.

Friday 12:30 – 2:30 p.m.



SHARE YOUR 
THOUGHTS
Please take a minute to share your initial thoughts on 
FSA Partner Connect by scanning the QR code!
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Instructions for QR Code:
1. Open the Camera on your smartphone device 
2. Hold your device so that the QR code appears in the viewfinder in the Camera app. 

Your device will recognize the QR code and show a notification
3. Tap the notification to open the survey link associated with the QR code

Menti Code: 20 30 27 1



PRESENTER CONTACT INFORMATION

Robin.Minor@ed.gov

ROBIN MINOR
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Shamarli.Kollock@ed.gov

SHAMARLI KOLLOCK

Amber.Johnson@ed.gov

AMBER JOHNSON

mailto:Robin.Minor@ed.gov
mailto:Shamarli.Kollock@ed.gov
mailto:Shamarli.Kollock@ed.gov

